Citizens Advice 
consumer 
service 


Post consultation planned codes - July 2015 


Document control 


Version Pages modified Type of modification Date 


Corrections to existing Post 
1.1 6-10 , 
issue code numbers 
14-20 Corrections to existing 
Energy codes 


Contents 


Introduction 

Scams and rogue traders 

Detriment 

Post 

Energy 

General consumer codes 
Purchase methods 
Payment types 
Complaint types 


Product services: 


House fittings and appliances 
Other household requirements 
Personal goods and services 


Professional and financial services 


Transport 


Leisure 


Commercial goods and services 


Broadcasting 


Communication and technology 


04 
05 
05 
06 
14 
21 
21 
23 
25 
33 
Ge 
41 
47 
55 
60 
66 
75 
76 
as 


Introduction 


The consumer landscape is changing. Both the goods and services bought and 
sold and the methods by which consumers purchase them has changed 
dramatically over the past ten years and continues to evolve. The consumer 
service takes a million calls a year. Consumers’ issues, problems and complaints 
are coded in order to run reports and analyse consumer trends and detriment, 
share with stakeholders, develop policy, challenge bad practice and enforce 
regulation. 


The consumer codes have remained unchanged for the past decade. They are 
falling out of date with the current consumer landscape and are proving to be 
less useful to stakeholders, regulators and Trading Standards bodies. 


BIS have asked and funded Citizens Advice to review the consumer codes, so 
that they better reflect the consumer landscape. 


We have undertaken a comprehensive review of the codes, held a consultation 
and, as result plan to make significant changes. 


When these changes are implemented, they will give better intelligence to 
Citizens Advice and its partners, on emerging issues and consumer detriment. 
This will facilitate the better targeting of resources for policy, enforcement, 
education and campaign work. 


This document sets out the codes that we will be using from April 2016 and the 

fate of any codes that we have deleted. The table below explains how we have 

laid out this document. For a full understanding of the planned changes, please 
also refer to the post consultation report. 


How to read the codes 


Blue Code heading 


Black | Unchanged code 


Green | New code or new wording 


Scams and rogue traders 


Code Scams/rogue traders 


Soon Not scam/rogue trader <= 
} 02 | Suspected scam/rogue trader 


Detriment 


This is the multi-code selection field. Advisers will be able to select any number 
of the list below. We are also creating a financial value field, which is not 
illustrated. 


Code Detriment 


[oe Tammann [er 
[or [oropan oere nonen | ne 
e [imeat [new 


= Issue led to or increased financial difficulty — 


Other financial detriment 


Issue led to/increased anxiety, stress, or 
depression 


EJ Issue required medical treatment 


Post 


Postal issues 


MPS/direct mail opt-out 
DM schemes (failure to stop unwanted post) No change 


DM01 Receiving unwanted mail ee 
DMO2 | Unwanted mail opt-out scheme issue a 
we o 


DS Delivery office/sorting office issue 


Keepsafe failure Merged into 


PoR (mail not held at DO for agreed period) RMKPS 


DSO2 Lost mail at DO following advice card Merged into MDAO1 


DS03 Staffing levels 
(shortages/removal from usual routes) 
Trouble contacting DO/SO 
(incl. opening hours/office closures) 


DSX | Other 


Mail collection No change 


MC01 | Additional pillar box request — 


 Mco2 | Collection problems = Collection problems = 


MCO3 Condition of pillar boxes 
(incl. vandalism/tabs/plate missing) 


MOX other 


MD 
MDA Mail delivery 


MDA02 | Delayed mail 
MDAO3 | Misdelivery 


MDA04 | Attempted theft/tampering 
MDO2 | Damaged mail 
MDO5 | Discarded/dumped mail 


Delivery office facilities (incl. disabled 
access/size/cleanliness/tidiness etc.) 


New 


(incl. sorting issues) 


MD17  Misdeliveries - isolated (incl. sorting issues) e into MDA03 


 MD18 | Post "Post Office Box failure (incl. cancellation) | Box failure "Post Office Box failure (incl. cancellation) | cancellation) 


MD19 Postage surcharge 
(incl. customs clearance/local collect fees) 
Redelivery failures/problems 
MD20 eae a ; 
(incl. inconvenient delivery times advised) 
MD21 | Return address problems (not given/unclear) ee 
Returned to sender by delivery office 
MD22 oe 
(incl. incorrectly addressed mail) 
MD23 | Track and Trace ee 
wow fom 


MI Miscellaneous 


MIO1 Miscellaneous Merged in MI02 


MI02 Miscellaneous and failures in service New 


PA Postal address issues 


Address/postcode change requested/ 


Eo) imposed/disputes 


Merged into PA03 
Address/postcode not listed 


reog (web/telephone enquiries) 


Merged into PA03 


PAXX Other Merged into PA03 


PA03 Postal address issues New 


Post Office network issues 


PO01 Crown conversions/closures/relocations 
(temp and permanent) 


P002 | Openinghours Openinghours 


Payment process problems (incl. incorrect 
POO3 
postage applied/wrong change etc.) 


OOS | Queuing 


POUG Wrong advice given 
(incl. lack of advice or knowledge) 


POX | other 


PO10 Post a counter products/services 


Royal Mail procedures 


Pricing issues 
PRO1 

e.g. weight/measure discrepancies 
PROZ Provision of information 

(incl. leaflets and form availability) 


Royal Mail policy/procedure 
PRO3 | (incl. compensation scheme/complaint 
procedure/pay rises) 


PRO4 Royal Mail's complaints process a 


Staff attitude/behaviour 
PROS (incl. dress code/driving/damage to property/ 
elastic band disposal) 


RF Redirection failures 


Merged into 
MDA04 


RFO1 Alleged theft/tampered mail 


RFO2 Failure/delay to set up redirection 
RFO3 False redirect set up 


Postal products and services 


Redirection failure (incl. delivery to original 
RFO4 
address/wrong address) 


Royal Mail regulated products/services 


RMCAR | Articles for the blind ee 
RMFAR Certificate of posting ee 


Delivery of mail: issues where an item has 
been delivered by RM, or RM delayed, 
damaged, lost, tampered with mail, dropped 
rubber bands etc. 


RMGAR Deleted 


RMJAR ea mail - incoming: delivered 


RMJCR International mail - outbound: Economy en 
International ndard (unless sent from a 
RMAAR tel ational Stand ( 
business account) 
International mail - outbound: International 
RMJDU Signed (unless sent from a business 
account) 
RMJER International mail - outbound: International 
Signed and Tracked 


RMKAR Keepsafe (unless for a business account) Merged into RMKPS 


Omsk tesson O 
won | orrore 
ws eee o 
oer resos 
onan eas 
om eeen o 
Gale- a 


RMXAR Small and medium parcels and medium Small and medium parcels 
RMWBR Special Delivery by 1 pmi 
(unless sent from a business account) 


Royal Mail unregulated products/services 


RMBAU International Tracked a 
RMEAR Business collections a 


RMGBU Delivery of mail: unwanted mail a into DMO1 


 RMHAU | Door to Doortodoor 


RMABU International Standard sent from a business iaeoa 
account 
International Signed and Tracked sent from 

RMJFR , 
a business account 


International mail - outbound: International 
RMJBR : i 
Signed sent from a business account 


RMKBU Keepsafe for a business account Merged into RMKPS 


RMLAU Local Collect a 


omo wc 
we wisn 
jews e 
fem [rome 
ee! 


 RMWAU | | Special Delivery by 3am Delivery by | Special Delivery by 3am 


RMWCU Special Delivery by 1pm sent from a — 
business account 


-RMWDU | Special Delivery: Saturday delivery | | Special Delivery: Saturday delivery | Delivery: Saturday delivery 


 RMQAU | | Philatelic (stamp collecting) = (stamp | Philatelic (stamp collecting) = 


Return nder where original service 
RMVCU eturn to sende ere orig 
non-regulated 


| RMPRS | | Other RM premium services RM | Other RM premium services services 


RMZZU Unable to categorise 


Other operator 
XX regulated products/services 


Domestic letter: indicia prefix = CL 


Other operator 
XX unregulated products/services 


XXABX Domestic letter: indicia prefix = C9 Merged into XXICL 
HEC | Domest petntoom | 
peau | pomesiepae 
E 
HCA | merana oaan | 
HCC | eaten ee | 
cu | neater pce | 
aa | meea O 


Energy 


AD - Advice/information 


PND) Advice/information 


AD2 Energy efficiency advice Moved to AD11 
© prenemo | 
i 


Company contact details (non-complaint 
purposes) 
ADS | How to change supplier a 


AD7 Maximum resale price Deleted 


AD9 = Smart metering information Merged into AD14 
oe [pamromeomoon OOOO w 


ADXX Issue does not fit into any existing code category Deleted 


BE - Billing 


BE 
BE1 


BE2 


BE3 


BE4 


Billing 


Failure to set up DD/DD set at incorrect level Merged into BE17 
DD unauthorised withdrawal Merged into BE17 


Split into 


Back-billing/catch up bill received BE18 and BE26 


Clarity of bill Deleted 


BE5 | New bill not received/frequency of bills ee 


BE6 


BE7 


BE8 


BE9 


BE10 


Customer not responsible for bill/debt Deleted 
Failure to refund Deleted 
Final bill not received Deleted 
Disputed use of premises: business/domestic Deleted 


Online tariff problem Deleted 


BE11 | Security deposits ay 


BE12 


BE13 


BE14 


BE15 


BE16 


Missing/misdirected payments (credit meter) Deleted 


Incorrect opening/ 
closing meter 
reading on transfer 


Incorrect reading 


Meaning clarified 
on transfer 


PPM statements Moved to PP7 
Multiple MPRs/MPANs for one site Deleted - see ME5 


Amount on bill does not match smart meter 


; Merged into SM3 
energy display 


BE21 | Failure to credit/refund 
BE22 | Final account reconciliation 
15 


CS - Customer service failure 


GS Customer service failure 


CS2 Phone queue too long Deleted 
Sa m 
pee [etre Sw 


DD - Debt/disconnections 


DID) Debt/disconnections 


Unsuitable or unaffordable payment scheme to Merged into DD10 


DD1 
cover debt 


DD2 | Debt recovery practices aS 


Unable to request suitable payment methods 
(fuel direct, PPM) 


DD3 Merged into DD10 


DD4 Disconnection/forced PPM without proper 
process 


DD5 | Disconnection/forced PPM in error a 
D6 | Disconnection following due process LS 


DD7 | Vulnerable consumer disconnected on 


DD8 Disputed rights of entry Deleted 


DD | PPM self disconnection (unable to credit meter) ee 
DD10 | Unsuitable payment scheme/payment method New 


DT - Networks 


Networks 
DT1 Quality of supply Merged into DT8 


DT2 Reliability of supply/supply disruptions Merged into DT8 


DT3 | Connections/alterations of supply a 


Difficulty or delay in obtaining connection/ 
alteration to supply 


DT5 Excavations/reinstatement a 


DT6 Emergency service provision gas Deleted 


DT7 | Network safety Po 
DT8 | Quality/reliability of supply New 


DT9 Off supply contingency measures ner 
(heating, cooking, generator) 


MA - Marketing 


Marketing Deleted 


Suspected forged signature Deleted 
Inappropriate staff behaviour Deleted 
Misrepresentation Deleted 
Consumer agreed only to receive information Deleted 


Signatory not responsible for account Deleted 


ME - Metering (general) 


Metering Metering (general) Renamed 


ME 
Me meer 
ve pepon 
ve pess 
e pereen 
mam | 
(MPRN/MPR/MPAS) 
oo 


Suspected meter tampering 


PC - Price comparison 


PC Price comparison Deleted 


Complaint about price comparison 
service provider 


PC01 Merged into DY14 


PP - Prepayment meters (PPM) 


Prepayment meters (PPM) 


PPM settings (incorrect tariff rate/incorrect debt 
repayment rate) 
a Delay in issuing PPM card (currently off supply) a 


Delay in issuing PPM card (currently on supply) 


Difficulty charging PPM card - card faulty/card 
lost/vendor issue 


PPM misdirected payments Deleted 


Issue with change of payment method from PPM to 
credit or vice versa 


PPM misdirected or unallocated payments — 


| pps | PPM statements == statements 


PE 
CiO o T to credit PPM 
(faulty meter/payment device) 


| PPIO | | PP10 | Prepayment interface device issue | Prepayment interface device issue device issue 


Deleted 


SM- Smart meters 


Smart meters 


[oat onweneernaion 
siz | ovenswineneeysspbintoneaspky | 


TR- Transfers 


Transfers 


Transfer in error due to incorrect supply point 
information 


Cancelled contract not actioned 


Deleted 


Breach of Erroneous Transfer Charter 


Problems arising from contracts 
Supplier unable to supply 


Supplier objections to transfer on grounds of debt 


— Supplier objection to transfer on grounds of 
contract terms 


Transfer not actioned after price 


TR8 ane ; Deleted 
notification received 


mrasa | 
Ne e 


20 


General consumer codes 


Purchase methods 


Code Description 


06 Internet 


Split into 
31 and 34 


Mail order Mail order/catalogue Meaning clarified 
Unsolicited postal 


Unsolicited telephone Ynsoliedtelephone/ Meaning clarified 
automated call 


10 Unsolicited fax Deleted 


Doorstep uninvited Merged into 27 


Doorstep invited Merged into 27 


Street canvasser 
18 ‘ote 7 Deleted 
(i.e. “do you want to change your gas supply?”) 
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22 


Payment types 


Code Description 


a w 
wa 
pe fete o 
ee 
co wee 
po fee o 
cafe 
æ omerceate 
o | erated o 
es 

Banker's draft Merged into 21 
ee 
e [ween O 
e eese 
s poem o o 
cele 
m [sewer 
a 


| CPA (Continuous Payment Authority) | (Continuous Payment | CPA (Continuous Payment Authority) | 


Banker's draft and CHAPS payments 
(normally high value) 


| Coupons, vouchers and credit notes | | Coupons, vouchers and credit notes | and credit notes 


23 


23 Green Deal Credit/ECO (Energy Company New 
Obligation) 


Pre-pay (e.g. PayPoint and Ukash) New 


Premium rate calls New 
sfo 


24 


Complaint types 


-1 Unknown 


a eem 


01 Defective goods 


01B Equal liability (section 7.5 CCA) Merged into 03H 
e w 
o frenoa 
2 
nF wrong soos orones O 


01G Return of goods not Return of SE 
wanted (distance selling) unwanted goods clarified 


oy Substandard services 


02B Equal liability Merged into 03H 
CoC 
o eomer 
C 
o fes 


25 


03 Credit 
03A APR and interest charges ee 
(0615; Early settlement Deleted 


Extortionate credit Deleted 


Ea Default and termination a 
| 03E | Problems agreeing repayment plans 
Continuing to collect on disputed debts 


03G Failure to provide . New 
pre-contractual information 
Equal liability 
30 75 Consumer Credit Act) 


| Other credit credit 


Prices Prices and charges Renamed 


Lac Misleading quote/estimate a 


Deleted - see 
O4F-04) 


foo |Wowyere 


26 


04C  Overcharging 


=] 
& 


Other overcharging 


05 Delivery/collection/repair 


05A | Failure/delay in delivery a 
Failure/delay in collection en 


05C | Failure/delay in promised repair Merged into 05D 
05D Failure/delay in promised repair New 
and problems with product recall process 


06 (Cancellation Cancellation rights Renamed 


Failure to observe cancellation rights Deleted 


cy Failure to provide cancellation rights =.= 
| oc | Failure to observe cooling off period rights 


07 Selling practices 


om (uses 
o wese 
epes 
o [Drecmaktgiowarete gous | 
07E  Pyramid/multi-level selling Deleted 
TO sang gatstommuts O 
cor feossting 


07H Signing up to services without explicit consent Netw 
(e.g. Slamming) 


27 


071 Nuisance/cold calling 
07Z | Other seling practices 


08 Misleading claims/omissions 


08A | Verbal misrepresentation/misdescription a 


Failure to supply Moved to 06B 
adequate notification of cancellation and renamed 


eese o 


08D 


28 


Offers of Complaint handling and 
inadequate redress redress Renamed 


Credit notes Merged into 09D 


Other offers of inadequate redress Merged into 09D 


G Inadequate redress (including credit notes) EE 


Refusal to facilitate access to redress/ombudsman 
service 


| 09F | Refusal to honour guarantee to honour | Refusal to honour guarantee o 


= Other problems with complaint handling/redress 


Terms and conditions 


C 
10B Attempt to restrict liability a 


B f fiduci 
Breach of fiduciary Li ala Meaning 


duty/responsibility 
(e.g. breach of trust) 


duty/responsibility clarified 


Unclear/hidden terms en 


Problems pursuing a claim 


OB Failure to give business name s 


Moved into 11Z 


11C Other and renamed 


29 


Trader not contactable oe 


Refusal to accept 
responsibility for past business 


Other problems pursuing a claim 


Business practices 


Pan [ueenetemmeciree O 
epee 


mO Underage sales Renamed 


14 Energy selling transactions Deleted 


15 Food related complaints 
15A Microbiological contamination Merged into 15D 


15B Chemical contamination Merged into 15D 


EJ Labelling Food labelling Meaning clarified 
E Food contamination (microbiological/chemical) mE 


16 Access to goods or services 


Other problems accessing goods and services Moved to 16Z 


Digital exclusion and bias against 
offline services (e.g. defaulting to online) 


Reduction to pre-existing provision 
16D P EP New 
of goods/services 
Poor availability of 
communication services in area 


| 16Z_| Other problems accessing goods and services | | Other problems accessing goods and services | accessing goods and services 


Animal health, 
welfare 
Animals and transport Renamed 


Farm animal 
health and welfare 


Domestic animal l . f pa 
18B E Meaning clarified 


31 


Farm animals Meaning clarified 


19 Financial and payment services 


19A Delays in payments 


Problems stopping payments 
19B . ; 

and unauthorised transactions 
19C Poor performance of 

financial product or service 


32 


Product service codes 


House fittings and appliances 


AA- New property construction and purchase 


New property 
construction 
and purchase Renamed 


AAO6 | New property construction 
AAQ7 | New property purchase 


AB - Home maintenance and improvements 


Home maintenance and improvements 


AB03 | Plumbers and plumbing a 


ABOS5 | Electrical services and installations | 


AB0O6 _Tarmacing and paving Merged into AB27 


AB10 | Fitted kitchens 


AB12 Burglar alarms Merged into AB23 


l Wall coatin , ne 
AB13 WEIK idia snd eH Meaning clarified 


AB15 Solar heating Merged into AG09 
AB16 Fascias Merged into AB21 
AB17 Guttering Merged into AB22 


AB18 Replacement doors Merged into AB28 


AB19 | Fitted bathrooms ST 


AB28 Window frames and doors (excluding electric Naw 
garage doors) 
AB99 | Other general building work ST 


34 


AC - Glazing products and installations 


AC Glazing products and installations 


AC0O1 Double glazing 


AC02 Conservatories 


AD - Furniture 


Furniture 


AD 
ADO5S RUINIS MCAS 


Non-upholstered 
ADOG furnitu ie 
(e.g. chairs, 
wardrobes) 
A 


Beds and mattresses 


Upholstered furniture 
(e.g. sofas) 


Non-upholstered 
furniture (e.g. chairs, 
wardrobes) 


Merged into AC04 


Merged into AC05 


Meaning clarified 


Meaning clarified 


35 


AF - Floor coverings 


AF Floor coverings 


AF01 = Carpets Merged into AF09 
woz [Masons O OO 
AF03 Laminates Merged into AF10 
AF04 Ceramics Merged into AF12 
AF05 Wood Merged into AF10 
AF06 Linoleum Merged into AF11 
CAC 
AF08 Underlay Merged into AF09 
CC 


AG - Energy and heating 


AG Energy and heating 


AG02 | Energy brokers/intermediaries 
AGO3 | Energy performance certificates 


AG04 | Fireplaces and hearths 
AGOS5 | Heaters fixed (including fixed electric fires) 


Heaters portable 
AGO06 (including portable electric fires) 


36 


AGO7 | Heating systems/boiler installation 
AGO08 | Heating systems/boiler servicing 


AGO9 | Renewable energy 
AG10 | Solid fuel burning stoves 


AH - Domestic fuel and water 


Domestic fuel and water 


fon omaenese en 


AK - Textiles and soft furnishings 


Textiles and soft furnishings No changes 


C nema 
Da ramets o 
ns [porene | 
ae ione 


37 


Deleted 


Personal computers, 
accessories, software and services Deleted 


38 


AN - Large domestic appliances 


AN Large domestic appliances 


ANOS | Gas cookers 


AROS Power tools Moved to BJO5 


ARO6_ | Microwaves, mini ovens and slow cookers 
ARO7_ | Small domestic kitchen appliances 
AR08 | Small domestic laundry appliances 


AR11_ | Battery powered appliances 


AT - Repairs to domestic appliances 


s 


AT Repairs to domestic appliances Deleted 


ATO1 Repairs to domestic appliances Deleted 


ATO2 Other Deleted 


40 


Other household requirements 
BA - Food and drink 


BA Food and drink 


BA01 | Additives 


BA02 Bakery and cereal products Meaning clarified 


BAO3 Beverages Split into 


BA17 and BA18 


41 


Deleted 


Deleted 


BF - Post and courier services 


BF Postal services Post and courier services Renamed 


42 


BH - Laundry and dry cleaning 


Laundry and dry cleaning 


Dry cleaning 

Clothing repairs and tailoring 
Dyeing 

Launderettes 


Other 


BJ - DIY and handypersons 


DIY materials DIY and handypersons 


Deleted 
Merged into BP13 
Merged into BP13 

Deleted 
Merged into BP13 


Deleted 


Renamed 


BJO1 | DIY materials SS 
BJO2 | Tools (not power) ee 


BJO3 Paint 


BJ04 = Wall coverings 


Merged into BJO7 


Merged into BJ10 


BJO5 | Handypersons and carpenters 


fee 


43 


Deleted 


BP - Other household goods and services 


Other household 
goods and services Renamed 


BPO1 Domestic cleaning products ee 


pers m 


44 


Dry cleaning, clothing repairs and laundry services — 
(including launderettes and ironing) 
re 


wo 


BQ - Gardening products and services 


210) Gardening products and services 
Seley Flowers and plants Merged into BQ10 
BQO2 Gardening equipment Merged into BQ12 
Baos | awone OOO O 
BQ04 Fences Merged into BQ14 
2101015 Sheds Merged into BQ14 
BQ06 Seeds and bulbs Merged into BQ10 


BQ08 Garden tools Merged into BQ12 


21010) Gardeners/tree surgeons Merged into BQ11 


BQ10 Flowers and plants (including seeds and bulbs) 
BQ11 Gardeners, tree surgeons and landscapers 
BQ12 Gardening equipment and tools 


45 


BQ13 Ponds, pools and hot tubs New 


BQ14 | Sheds, fences and garden gates New 


46 


Personal goods and services 


CA - Clothing and footwear 


Clothing 
CA and clothing fabric Clothing and footwear Renamed 


CA01 | Children’s clothing Merged into CA12 


CA02 | Women’s clothing ae 
CA03 | Men's clothing ee 


CA05 Hats Deleted 
CA06 Clothing material Merged into CA17 
CAO7 Furs Deleted 


CA08 Protective clothing Merged into CA18 


CAO9 | Handbags and accessories oe 


New 


CB - Disability aids 


47 


Disability aids 


as) 


CB10 | Hearing and vision aids 
CB11 | Mobility vehicles (powered and unpowered) 
CB12 | Adjustable/orthopaedic chairs/beds 


Mobility and bath aids 


CD - Medical goods and services 


ep) Medical goods and services 
CD04 | Osteopaths/physiotherapists/chiropractors 
CD08 | NHS charges and medical expenses 


48 


CD09 | Cosmetic surgery (private) SC 
CD10 | Other private medical treatment BS 


CD11 Dental technicians Merged into CD13 


CD12 Complementary/alternative treatments 
(excluding quit smoking) 


a 
CD20 | (excluding quit smoking) New 
ee 


CE - Toiletries, perfumes, beauty treatments and hairdressing 


Toiletries, perfumes, 
CE beauty treatments and hairdressing 


CE01 | Cosmetics (excluding skin creams) Pe 


CE02 Hairdressing Merged into CE15 


CE03 | Hair removal therapy ee 


CEO7 Wigs Merged into CE15 


CE08 | Hair replacement therapies BS 


49 


CE09 | Slimming products/services ee 


CE12 Hair care products Split into 
CE14 and CE16 


CE13 || Perfume Merged into CE17 


CE14 Hair care products . . vee 
(excluding heated hair care appliances) 
ew 


Hairdressing and wigs (including hair N 
extensions) 


CF - Timepieces, jewellery and ornaments 


Jewellery, silVerWare,) Timepieces, jewellery 
Gre oe > = pe) cee => Melateme)aar-lantcales Renamed 


CFO1 | Clocks (including repairs) a, 
CFO2 | Watches (including repairs) es 


CF04 | Jewellery (including repairs) ee 
cee fome 
5 


0 


CG - Charities 


CG Charities 


CG01 | Collections 


CGO3 | Sponsorships E 
CG04 | Clothing/footwear recycling 


CH - Tobacco and related products 


Tobacco and related products 


CH02 | Loose tobacco and papers a 


CHO3 = Cigars/pipes Deleted 


CH04 Lighters Merged into CH06 


CHO5 Lighter fuels Merged into CH06 


comme 


51 


Child minding/day care 
CL12 ; 
services and nursery education 


52 


Deleted 


New 
New 


New 


New 


CN - Education, employment and training 


Education, employment and training 


or 


CZ - Other personal goods and services 


Other personal goods and services 


CZ07 | Genealogy services a 


53 


CZ09 Glue and solvents Moved to BP14 


CZ10 Will preparation services Merged into DY17 


CZ12 | Gift cards and vouchers 


w 


54 


Professional and financial services 
DA - Retail banking 


Retail banking Renamed 


DB - Credit not secured on property 


Credit not 
DB secured on property Renamed 


DBO1 | Credit agreements/loans (linked) ae 


DBO3 | Hire purchase/conditional sale agreements 


55 


DBO9 = Pawnbroking Merged into DB10 


DB10 | Buy-back services and pawnbrokers 
DB11 | Credit and store cards 


wje 


DE - Ancillary credit business 


DE Ancillary credit business 


DEO1 | Credit brokers 
DEO2 | Credit reference agencies Be 


DEO3 Debt adjusting Merged into DE08 


Deleted 


DE04 Debt collection see DE07 and DE09 


DE05 Credit repair Merged into DE06 


DEO6 Credit information services Wew 
(including credit repair) 

DE07 | Debt collection (excluding enforcement New 
agents) 


DE08 | Debt management/adjustment 
Enforcement agents of court orders ew 
(including bailiffs and sheriff officers) 

DE10 | Insolvency practitioners and services 


DE99 | Other 


56 


DG - Insurance 


DIC Insurance 


DG03 Contents Merged into DG12 
a 
ee 


DG06 | Payment protection 
DG07 | Brokers and intermediaries 


insurance) 
DG10 Health Merged into DG14 
SS 


DG14 | Private health and dental 


DL - Mortgages, mortgage brokers and credit secured on 
property 


Mortgages, 


mortgage brokers 
Mortgages and and credit secured 
DL secured credit on property Renamed 


DLO2 | Mortgage brokers ee 
5 


7 


DLO3 | Secured loans (non-mortgage) 


DN - Pensions 


Pensions 


DN 
Workplace/ Meani 
DNO1 | Occupational pensions ca sii ae 
occupational pensions clarified 


Non-workplace/ 
non-occupational 
pensions 


DP - Estate agents and property purchase services 


Non-occupational 
pensions 


Meaning 


Pe clarified 


Estate agents Estate agents 
& house & property 
DP purchase services purchase services 


DPO1 | Estate agents Bo 


DPO2 House valuation Deleted 


DPO3 Conveyancing Merged into DY15 


DP04 | Quick sale/sale and rent back schemes 


DQ - Letting and property management services 


DQ Letting and property management services 


DQO2 | Property management agents ee 
5 


8 


DQ04 University/student accommodation Deleted 


DQO5 | Tenancy deposit schemes 


DY - Professional and legal services 


Professional 
DY )Professionalservices | and legal services Renamed 


DYO3_ Solicitors Merged into DY15 


DY05 Employment agencies Merged into CNO5 


Split into CNO1 
DYO7 Educational services and CNO2 
DY08 Advertising agencies Moved to GA08 

DY09 Stock brokers (shares) Merged into DY16 


DY10 Bureau de change Merged into DA06 


o1: PAA 
DY12 Legal advice lines Deleted 
Wealth/investment management 

and stockbroking 
or? [wis poner oraora |New 
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Transport 
ED - New vehicles 


=D) New cars New vehicles Renamed 


Moved to 


ED01 Purchased from franchise dealer Purchase Methods 


Moved to 
Purchase Methods 


EDO2 Purchased from independent dealer 


[roe [rengoa minima wae [New 
ono 


EE - Used vehicles 


EE Second hand cars Used vehicles Renamed 


Moved to 


EE01 Purchased from franchise dealer Plirchase MEIE 


Moved to 


EE02 Purchased from independent dealer A E Miernads 


Used agricultural vehicle 
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eso 


Deleted 


Deleted 
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EH - Motor vehicle repairs and servicing 


EH 


EHO1 


a LOY 


EHO3 


EHO4 


EHO5 


EHO6 


EHO7 


EHO8 


EHO9 


EH10 


EH11 


EĦH12 


EH13 


EH14 


EH15 


EH16 


EH17 


EH99 


Other motor E Motor vehicle repairs 
See eel Ssevle E Aa 


Commercial vehicles 
Motor homes 
Motorcycles 


Motor scooters 


Interior 
(including air-con, infotainment tech, sat nav) 


Vehicle scrappage and salvage 
Tyres part worn 


Vehicle consumables 
(e.g. engine oil, anti-freeze/screen wash) 
Wheels and suspension 


Other 


Renamed 
Deleted 
Deleted 
Deleted 


Deleted 


New 


Deleted 
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Spares and Accessories Deleted 


EJ 
C Cece 
a 


EK - Bicycles, repairs and accessories 


Bicycles, repairs 
EK and accessories 


= try 
els 
peel 


EL - Vehicle fuel and charging stations 


eee | Vehicle fuel and 

ELE charging stations Renamed 
pao pe 
C 
Eo o r 


ELO6 | Electric vehicle charging station 
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EY - Boats, caravans, trailers 


Boats, boat parts, accessories and services 
(excluding rentals) 


New 


Caravans (mobile) New 


me 
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E713 Traffic penalties (excluding parking, tolls seal 
and congestion charges) 


EZ14 | Tolls and congestion charges New 


EZ15 | Vehicle rental/hire (self-drive) New 
EZ16 | Vehicle rental/hire (with driver) New 
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Leisure 


FD - Boats, caravans, camping and park homes 


Boats, caravans, 
camping and park 
homes Renamed 


Static caravans, caravan sites, campsites and 
FDO5 
park homes 


| FDO6 | | FD06 | Touring caravans, camper vans and boat rental _| caravans, Camper vans | Touring caravans, camper vans and boat rental boat rental 
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FG - Holidays and accommodation 


Holidays and 
FG holidays accommodation Renamed 


FGO2 Accommodation (UK/overseas) Merged into FG11 
FGO3 | Package holidays in UK Be 
FGO4 Package holidays overseas Merged into FG10 


FGO5 Inclusive tours Merged into FG08 


FGO6 | Activity package holidays overseas 
FGO7 | Allinclusive package holidays overseas 


| F609 | | Hotels, guest houses and B&Bs | | Hotels, guest houses and B&Bs | houses and B&Bs 


all-inclusive or activity packages) 
| FGN | | Self-catering accommodation = | Self-catering accommodation = accommodation 
ejo 
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FH - Catering and accommodation 


Entertainment, 
catering and Catering and 
accommodation accommodation Renamed 


FHO4 Night clubs Merged into FI06 
FHO5 Disco hire Deleted - see FI04 


FHO6 Hotels, guest houses, B&B Moved to FG09 


P07 | Mobleeodvewos O 
woes O O 
FHO9 Hampers Deleted 

o tate 
m ees o 
CAC 
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FI - Culture and entertainment 


FI Culture and entertainment 


FI02 | Concerts and festivals 
FIO3 | Event days/excursions and spas 


Fio4_ | Event planning services 


F110 Visitor attractions 
(e.g. theme parks, heritage sites, fairgrounds) 


FJ - Internet facilities 


Internet Facilities 
Internet service providers 
Chat rooms 

News services 

Domain name services 
Pay-per-view services 


Other 


New 


Deleted 
Merged into IA02 
Deleted - see IB 
Merged into IC02 


Moved to GA12 


Merged into IB07 


Deleted 
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FK - Books, newspapers and magazines 


FK Books, newspapers and magazines 


FK0O1 Books Merged into FK05 
FKO2 Magazines Merged into FK06 
FKO3 Newspapers Merged into FK06 


FKO4 Partworks Deleted 


FKO5 | Books and e-books 
FKO6 | Newspapers, magazines (including online) 


FL - Sports and hobby equipment and services 


FL Sports and hobby equipment and services 


FLO1 | Camping equipment ee 
FLO2 | Sports equipment ee 


FLO3 Stamps Merged into FL12 


FLO4 Coins Merged into FL12 


FLOS | Musical instruments 


FLO6 Health clubs and gyms = into FL10 


| FLO7 | -FLO7 | Sports facilities = Sports facilities = 


FLO8 Binoculars, telescopes 
and other optical instruments 

FLO9 Children’s extra-curricular classes (including Wew 
dance and acting classes and sports clubs) 

FL10 Health clubs, gyms and studios/classes (e.g. 
dance, swimming) 


FL 1 | Model sets/kits sets/kits 


a Stamps, coins O collectables 
7 


FM - Toys and games 
FM Toys,games Toys and games Renamed 
FM02 names Meaning clarified 
(e.g. board/card games) 
FMO3_ | Dolls and soft toys 
Mok | EnO . New 
(e.g. trampolines, climbing frames) 
FM05 | Radio-controlled toys and drones 


CDs, games video tapes, 
video games software, computer 
FN (non-operating system) software, DVDs Deleted 
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FO - Pets and veterinarian products/services 


FO Pets and veterinarian products/services 


New 


FOO8 | Pet/animal accessories and grooming 


FP - Betting, competitions, prize draws and business guides 


Betting, competitions, 
FP prize draws and business guides 


ren eneses O O 
FPO2 Lotteries Merged into FP10 
FPO3 Scratch cards Merged into FP10 

a 
FPO5 Prize draws Merged into FP08 


FPO6 Business guide Deleted 


FPO7 Data protection letters Deleted 


FPO8 | Competitions and prize draws 
FPO9 | Lifestyle surveys 
FP10 | Lotteries and scratch cards 
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FQ - Photography 


FQ Photography 


Films (photographic) 


FQ04 |Video cameras 


FQ05 | Photographic equipment 


FQ06 | Photographers 


FQ07 Optical instruments Merged into FLO8 


room o 


FZ - Other recreational products 


Other recreational 
goods and 
services including Other recreational 
FZ age-restricted items products Renamed 


FZ01 Fireworks Merged into FZ05 


FZ02 Explosives Merged into FZ05 


FZ04 Psychics, clairvoyants and horoscopes Moved to CZ14 


FZ05 | Fireworks and explosives New 
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FZO7 | Psychoactive substances (a.k.a. legal highs) 
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Commercial goods and services 
GA - Industrial/commercial goods and services 


Industrial/commercial goods and services 


GAO1 | Industrial/commercial goods a 
GAO2 | Industrial/commercial services aS 


Split into 


GA04 Farm animals and farm fertilizer GAQ06 and GA07 


GA05 Farm animal feeds Merged into GA07 


GA07 | Farm animal feeds and farm fertilizers 


GA08 | Advertising agencies 
GAO9 | Business transfer agents 


GA10 Directory listing services (including search iek 
engine optimisation) 
GATI Intellectual property 
(copyright, patents and trademarks) 
Websites, hosting, domain names 
GA12 
and social media services 
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Broadcasting 


HA - Broadcasting 


Broadcasting 


Content of broadcasts 
Reception of broadcasts 


Other 


Deleted 
Merged into IC02 


Deleted - see 
complaint type 16E 


Deleted 


76 


Communication and technology 
IA - Core communications services 


IA Core communications services 


IA01 Bundled services 


IA02 Internet service 
(e.g. broadband, WiFi, MiFi, dial-up) 


IA04 | Telephone services (landlines) 
IA0O5 | TV services 


IA99 | Other 


New 
IA03 | Mobile phone (service agreements) 


IB - Ancillary communication/technology services 


IB Ancillary communication/technology services 


IB01 | Anti-malware/virus software and services 


IBO2 | Other software 


IBO3 | Call blockers/telephone restriction services 


IB04 | Computer helplines 


Directory enquiry 


IBOS 
and premium rate telephone services 


IBO6 | International phone cards 


IBO7 | One-off pay per view services 


IB99 | Other 
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IC - Digital/media content 


IC  Digital/media content 


IC05 | Online video gaming 


ICO6 Media products (DVDs, USBs, games cartridges, 
vinyl records, etc.) 


ID - Media devices, accessories and repairs 


1D) Media devices, accessories and repairs 
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